Bring 'em back alive
Ask customers what they want and give it to them again and again.
Systems not smiles
Saying please and thank you doesn't ensure you'll do the job right first time, every time. Only systems guarantee you that.
Under promise, over deliver
Customers expect you to keep your word. Exceed it.
When the customer asks the answer is always 'yes'
Period.
Fire your inspectors and consumer relations' department
Every employee who deals with clients must have the authority to handle complaints.
No complaints? Something's wrong
Encourage your customers to tell you what you're doing wrong.
Measure everything
Baseball teams do it. Football teams do it.
Basketball teams do it. You should too.
Salaries are unfair
Pay people like partners.
Your mother was right
Show people respect. Be polite. It works.
Japanese them
Learn how the best really do it; make their systems your own. Then improve them.
Case Study
The Ten Commandments of Customer Service Updated in 2002, " Customers for Life" has sold over 800,000 copies worldwide. There are many stories of successful business leaders using it as their bible and buying copies for all their staff. It is eminently readable with short chapters, plenty of anecdotes and no management science gobbledygook. Just common sense principles that work. At £7.53 from Amazon it works out at about 3p per page! It's hard to think of a better £7.53 you'll ever spend.
Very strenuous recruitment procedures result in the best people who get paid more than they could earn elsewhere but really do have to earn it. Sewell really does pay for performance advocating that everybody should be on "commission, piecework or a percentage of the net".
Pay for performance also extends to staff not being paid for any rectification work.
People not comfortable with the totally strict performance-related pay scheme will end up working elsewhere, for a nonperformance related salary. By contrast, the sky should be the limit for the earnings of those who really contribute to the success of the business.
As we said earlier, the smiles are only the icing on the cake, but that does not mean that staff shouldn't smile. "P e op le ar e na tu ra lly co m pe ti ti ve . Th e y' ll tr y to ex ce e d w ha te ve r go al s ar e se t fo r th e m , w he th e r or no t th e y' re pa id m or e . Th e se cr e t is to se t go al s th at ar e in th e be st in te re st of th e bu si ne ss " Commandment 9.
Your mother was right "If you want employees to be polite to your customers, you have to be polite to your employees"
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